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This paper presents a metamodel that addresses service system design and innovation 
by traversing and integrating three essential layers, service activities, service systems, 
and value constellations. The metamodel's approach to service systems as service-in-
operation is an alternative to another currently used approach that views service 
systems as systems of economic exchange. The metamodel addresses service science 
topics including basic concepts of service science, design thinking for service systems, 
decomposition within service systems, and integration of IT service architecture with 
customer services.  
This paper's contributions to service science include clarifications concerning concepts 
such as service, service system, customer, product/service, coproduction and cocreation 
of value, actor roles, resources, symmetrical treatment of automated and non-
automated service systems, and the relationship between service-dominant logic and 
service systems. Many articles have discussed these topics individually. Few, if any, 
have tied them together using an integrated metamodel.  
Keywords:  service system, service design, service innovation 
Service Science 
2 Thirty Second International Conference on Information Systems, Shanghai 2011  
Need for Usable, Design-Oriented Models  
Building upon previous developments in services marketing, service operations, and economics, the 
recent initiative to develop academic programs in SSME (service science, management, and engineering) 
and a science of service has received wide attention and has generated a number of service-related 
academic programs and a flurry of interesting articles, white papers, and most recently, books (e.g., 
Chesborough and Spohrer 2006; Spohrer et al. 2007; IfM and IBM 2008;  Spohrer et al. 2008; Maglio 
and Spohrer 2008; Vargo and Akaka 2009; Maglio et al. 2010; Demirkan et al. 2011). Although efforts to 
study and teach about services started decades ago, the concerted effort to develop a new discipline called 
service science probably was launched around 2003 or 2004  (based on Kucharvy 2010; Zhao et al. 2004).  
At this early stage in the development of service science, leading proponents seem to have settled on a 
view of the nature of service and service systems in which the essence of service systems concerns 
economic exchange, as will be explained later. That model deals with many fundamental topics, but its 
focus and level of analysis are somewhat removed from everyday operational issues related to service 
system design and service system innovation. This paper presents a metamodel of service-in-operation 
that more directly addresses issues that must be resolved in service system design and innovation in real 
world situations. The metamodel is only partially consistent with the economic exchange model because it 
focuses on service systems in operation, is on a different level of analysis, and uses some terms differently. 
(A metamodel is a summary of relationships between concepts for producing conceptual models of 
specific situations in a domain. For example, the fact that the concepts “informational entity” and “actor 
role” are part of this paper’s metamodel for service system design implies that a conceptual model of a 
specific service system in a specific organization should identify informational entities and actor roles for 
that specific system.) 
This paper addresses a number of the items in a bullet list of topics in the call for papers for the Service 
Science track of ICIS 2011. It proposes an alternative view of basic service science concepts that differs 
from other current views. It presents an integrated metamodel that can be used to support design 
thinking for service systems, to support decomposition within service systems, and to represent service 
systems and service networks. It can be used in relation to the integration of IT service architecture with 
customer services.  It may provide some insights concerning the challenges of automated service 
composition and business process synthesis. (The italicized terms are from the bullet list of suggested 
topics in the call for papers.) 
Contribution. This paper contributes to service science by providing a comprehensive metamodel that 
supports service system design through its structure and definition of terms, and by providing an 
alternative view of service systems. First, it provides an integrated metamodel of service-in-operation that 
covers service activities, service systems, and value constellations, thereby extending an earlier 
metamodel (Alter 2010a) that was developed to provide an integrated view of social and technical aspects 
of work systems. A number of features of the new metamodel represent progress for service science. By 
spanning three levels of analysis, the metamodel articulates a cohesive view of topics that are usually 
discussed separately, and often in a highly abstract way that is useful for theoretical explorations but 
difficult to operationalize when designing service systems. The metamodel incorporates coproduction of 
service in an operational way rather than just treating coproduction as a defining characteristic of service 
in general. Its integrated view of sociotechnical service systems and completely automated service systems 
supports decomposition of sociotechnical systems into smaller sociotechnical subsystems and totally 
automated subsystems, an essential issue in designing IT-enabled service systems. Overall, the 
metamodel's integrated view of value constellations, service systems, and service activities is sufficiently 
detailed that it could facilitate service design and service innovation processes. Due to its specificity and 
incorporation of clarifications related to basic terms, it could contribute more directly to service system 
design than some of the theoretical literature's distinctions related to the nature of service, service 
systems, economic exchange, and value propositions. The metamodel's additional contribution to service 
science is its articulation of an alternative view of service systems that is substantially different from the 
view that is currently favored by many authors. The metamodel treats service systems as operational 
systems rather than as theoretical systems of economic exchange. 
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Organization. This paper is organized as follows. First is a literature review covering alternative 
definitions of service and service system and other relevant topics such as service-dominant logic, 
coproduction of value, value configurations, and value constellations. Next is a summary of definitions 
and premises underlying the new metamodel for service system design. The presentation of the 
metamodel emphasizes topics related to service science. The discussion and conclusion sections explain 
more about the nature of this paper's contribution and the potential usefulness of the metamodel. 
Literature Review 
This literature review emphasizes topics that help in positioning this paper's metamodel of service-in-
operation in relation to the service science literature. 
Service. Ideally a definition of service should cover any situation that qualifies as a service, should not 
introduce unnecessary restrictions on what a service is, and should emphasize only the essence of the 
topic. Below are eight definitions of service. To test the definitions, each is followed by a comment about 
whether the definition captures the essence of the Netflix CD rental service, which uses a web site to allow 
customers to list the CDs they would like to borrow and mails CDs to the customers in accordance with 
the customer's contract for the number of CDs that can be borrowed during a period. (We ignore recent 
Netflix initiatives related to online access.) 
1. “Any act or performance that one party can offer to another that is essentially intangible and does not 
result in the ownership of anything.” (Kotler and Keller 2006). In contrast, Netflix gives their 
customers temporary custody of  tangible physical objects. 
2.  “A provider-client interaction that creates and captures value” (IBM Research 2009). In contrast, 
some of the value is in the interaction and some of the value is in the customer's ability to enjoy CDs. 
3.  “A simultaneous or near-simultaneous exchange of production and consumption, transformation in 
the experience and value that customers receive from engagement with providers, and intangibility in 
that goods are not exchanged.”  (Rai and Sambamurthy 2006). In contrast, use of the CD (analogous 
to consumption) is not simultaneous with production, involves exchange of custody of goods, and 
might take place over weeks. 
4. "A time-perishable, intangible experience performed for a customer acting in the role of a coproducer" 
(Fitzsimmons and Fitzsimmons 2006). In contrast, being a customer of Netflix does not seem like a 
time-perishable, intangible experience. 
5. A process in which “the customer provides significant inputs into the production process.” (Sampson 
and Froehle 2006). Consistent with this definition, the customer provides inputs into the production 
process by selecting CDs. The customer is uninvolved with internal processes at Netflix. 
6. “A change in the condition of a person, or a good belonging to some economic entity, brought about as 
a result of some other economic entity, with the approval of the first person or economic entity” (Hill 
1977). In relation to this definition, Netflix changes the condition of a customer from not having 
custody of a CD to having it available to use, although saying it that way does not seem very natural. 
7. “Capabilities or competencies that one person, organization, enterprise, or system provides for 
another” (Vargo and Lusch 2004a). Netflix provides capabilities for its customers, although from a 
customer viewpoint what customers really want is the CDs, not capabilities or competencies.   
8. A service “is generally implemented as a course-grained, discoverable software entity that exists as a 
single instance and interacts with applications and other services through a loosely coupled (often 
asynchronous), message-based communication model.” (Brown et al. 2005). It is clear that services 
provided by Netflix are not "course-grained discoverable software entities" even though parts of 
Netflix's internal computing capabilities may well use services that can be defined that way. 
While it is easy to argue with any of the comments about whether the definitions capture the essence of 
what Netflix does, the main conclusion is that it is difficult to find a satisfying definition of service. Our 
metamodel will use a dictionary-like definition that is consistent with #7, but much simpler in intention. 
Service system. Although service science is being promoted as a science of service systems, a Google 
search on "definition of service system" finds surprisingly few clear definitions. The definition of service 
system in the glossary of the CMMI (Capability Maturity Model Integration) for Services, version 1.3 is 
"an integrated and interdependent combination of component resources that satisfies service 
requirements. A service system encompasses everything required for service delivery, including work 
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products, processes, facilities, tools, consumables, and human resources. Note that a service system 
includes the people necessary to perform the service system’s processes. " (Software Engineering Institute 
2010). Another relatively simple definition that includes both sociotechnical and totally automated service 
systems is a work system that produces services for its customers, where a "work system is a system in 
which human participants and/or machines perform work using information, technology, and other 
resources to produce products and/or services for internal or external customers." (Alter 2008c, 2010d).  
An alternative definition that permits only sociotechnical service systems is "a voluntary and human 
usable system, that is, a usable system which contains a significant level of people or organizations as 
components during use; and needs the voluntary engagement of an external person/organization to 
produce value." (Pinhanez 2009) 
The currently favored definition of service system in the service science community is more complex:  
• "A service system represents any value-cocreation configuration of people, technology, value 
propositions connecting internal and external service systems, and shared information (e.g., language, 
laws, and measures). The smallest service system centers on an individual as he or she interacts with 
others, and the largest service system comprises the global economy. Cities, city departments, 
businesses, business departments, nations, and national agencies are all service systems." (Maglio and 
Spohrer 2008, cited by Vargo and Lusch 2008).  
• A related White Paper (IfM and IBM 2008) based on a symposium of leading researchers in Cambridge, 
UK  says that “service systems are complex adaptive systems” and distinguishes between a customer 
service system and a provider service system. A customer service system "is a service system from the 
viewpoint of a customer or consumer. A customer service system searches provider value propositions 
looking for win-win value-cocreation opportunities.” A provider service system is "a service system from 
the viewpoint of a provider. A provider service system aims to meet the customer’s needs better than 
competing alternatives consistently and profitably (in business context) or sustainably (in non-business 
context). Provider service systems seek deep knowledge of customer service systems … to improve 
existing, and create new, value propositions.”  
• Another paper extends the focus on economic exchange, saying that "the study of service systems 
emphasizes collaboration and adaptation in value cocreation, and establishes a balanced and 
interdependent framework for systems of reciprocal service provision. These systems can be individuals 
or groups of individuals (e.g., families, firms, nations, etc.) that survive, adapt, and evolve through 
exchange and application of resources – particularly knowledge and skills – with other systems. Simply 
put, service systems engage in exchange with other service systems to enhance adaptability and 
survivability – thus, cocreating value – for themselves and others." (Vargo et al. 2008) 
As is explained in Alter (2011), the approach to service systems in those three excerpts is quite abstract, 
focuses on economic exchange rather than business operations, and treats anything from an individual to 
the global economy as a service system. Concepts such as cocreation of value, value proposition, shared 
information, and reciprocal service provision sometimes seem overstated for service systems such as 
medical care, which is characterized by conflicting motives, ambiguous or intentionally misleading value 
propositions (e.g., advertising), and information asymmetry, and where the beneficiaries of care often are 
not the paying customers and therefore may have few decision rights related to choosing among value 
propositions. This paper's metamodel is based on the definition of service system from Alter (2010d), 
which is easier to operationalize and apply across a wide range of service situations. 
Service-dominant logic is often cited as fundamental to service science. Arguing that traditional 
goods-dominant logic has inherent shortcomings in relation to understanding economic exchange, Vargo 
and Lusch (2004a) introduced the idea of service-dominant logic, whose original eight foundational 
premises (later expanded to 10) start with FP1, "the application of specialized skill(s) and knowledge is the 
fundamental unit of exchange," and FP2, "indirect exchange masks the fundamental unit of exchange," 
and include other premises such as FP4, "knowledge is the fundamental source of competitive advantage" 
and "FP5, all economies are service economies." Those premises are not directly related to this paper's 
metamodel, which focuses on the design of service systems in operation, rather than the nature of 
economic exchange, the basis of competition, or the nature of the economies. Several other foundational 
premises are more relevant. "FP3, goods are a distribution mechanism for service provision" basically says 
that products are services packaged in a different form. The definition of service used in the metamodel is 
consistent with that premise. FP6, "the customer is always a coproducer," is reflected in the metamodel to 
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some extent because services are triggered (and hence coproduced to at least a minimal extent) by a 
request from someone who will receive some kind of benefit as a result. Also, the metamodel designates 
human actors who perform activities within service systems as either customer participants or non-
customer participants. The relationship between the foundational premises of service-dominant logic and 
the approach to service systems taken in this paper is explained further in Alter (2010b). 
 
Value and coproduction of value. The term value has received a great deal of attention in marketing, 
service, and other fields. Vargo et al. (2008) note that Aristotle differentiated between value-in-use and 
value-in-exchange over 2000 years ago. Ramirez (1998) traces the historical development of that 
distinction, including that  "the proposition that utility is subjectively assessed arose in the 18th century; 
the idea that personal judgment establishes the value of things flourished in the 19th century." After 
tracing the history of the concept of value coproduction for 290 years across many authors, Ramirez 
(1998) notes that Normann and Ramirez (1993, 1994) "extended the notion of services to cover all 
activities in which obtaining actual utility value requires customer value creation" and that they used the 
term offerings to refer to the link between actions by supplier and customer. "The value of offerings is 
established only partially in terms of the activity which the supplier has poured into these" [offerings].  
Value to the customer includes labor saving value, whereby customers do not have to carry out the 
activities ‘crystallized’ in the acquisition," and enabling value, which is related to "the enhanced ease, 
productivity, safety, elegance, and/or effectiveness" in the acquirer's value creating actions. This paper's 
metamodel recognizes coproduction of services by saying that actor roles in performing a service activity 
may be played by customer participants, non-customer participants, and/or automated agents.  It deals 
with value assessments and other subjective issues only as types of attributes of entities types. 
 
Value configurations and value constellations. Porter (1985) introduced the idea of value chain 
analysis in relation to how a particular firm operates through primary (value-adding) activities and 
support activities. Normann and Ramírez (1994) extended that idea with the concept of value 
constellation, where "value is coproduced by actors who interface with each other. They allocate the tasks 
involved in value creation among themselves and to others, in time and space, explicitly or implicitly." 
Others have extended that idea further with strategy-oriented discussions of value configurations (Stabell 
and Fjelstad), networked value constellations (Tapscott et al. 2000) and various business modeling 
techniques mentioned by Pijpers and Gordjin (2007a) in papers such as a business model ontology 
(Osterwalder et al. 2005), REA (Geerts and  McCarthy 1999), e3 value (Gordijn and Akkermans 2001), 
and e3 forces (Pipjers and Gordjin 2007b). Vargo et al. (2008) note that Spohrer et al. (2007; 2008) see 
"service science as the study of service systems and of the cocreation of value within complex 
constellations of integrated resources." Our metamodel is primarily concerned with operational service 
design rather than business model or strategy generation even though it includes strategy at several levels.   
Modeling of businesses and service systems. The literature contains many methods related to the 
modeling of enterprise architecture, processes, and service systems. An IBM Technical Report (Glissmann 
and Sanz 2009) summarizes and compares ten approaches to enterprise architecture including ArchiMate 
(from the Open Group), the IT architecture ecosystem (from the Object Management Group), Business 
Process Modeling Notation (BPMN, from the Object Management Group), component business modeling 
(from IBM), event-driven process chain (from ARIS), and others. Osterwald and Pigneur (2009) identify 
the nine building blocks of a business model. Sociotechnical approaches to describing and analyzing 
systems in organizations include Mumford’s ETHICS methodology (Mumford and Weir,1979; Hirschheim 
and Klein,1994), Multiview (Avison and Wood-Harper, 1990), activity theory (Kuutti 1995), and the work 
system method (Alter 2006). UML, BPMN, and other modeling formalisms apply to any tightly structured 
business process. UML activity diagrams are an especially useful tool for looking at service systems 
because they represent the sequence of activities and use swim lanes to identify which role or department 
performs each activity. Service blueprinting (Bitner et al. 2008) is an extended version of an activity 
diagram that traces five components across a service process: customer actions, onstage contact employee 
actions, backstage contact employee actions, support processes, and physical evidence.  
Definitions and Premises in the Metamodel for Service System Design 
Next we define service and explain some of the metamodel's underlying premises. 
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Definition of Service  
We adopt a simple, dictionary-like definition of service from Alter 2008b. "Services are acts performed for 
others, including the provision of resources that others will use." To provide a symmetrical way of treating 
human and automated services for people and services performed by one automated entity for another 
(such as web services), a more general version of the definition of service replaces the word "others" with 
"other entities," whereby services are acts performed for other entities including the provision of 
resources that other entities will use.  
Both versions of the definition are consistent with the idea in Ramirez (1998) that customer value 
includes labor saving value and enabling value. It applies to the three types of value configurations 
discussed by Stabell and Fjeldstad (1998), value chains, value networks, and value shops. It covers special 
cases such as self-service and automated services for people. In self-service, service providers provide 
resources that are used by customers performing self-service activities. In that case, the service is the 
provision of resources, not the self-service activities. In automated services for people, machines perform 
the service activities. Both versions of the definition are consistent with most of the definition in Vargo 
and Lusch (2004a), that services are "the application of specialized competences (knowledge and skills) 
through deeds, processes, and performances for the benefit of another entity or the entity itself." A point 
of disagreement is that our definition stipulates that services are acts performed for others. Thus, 
activities performed only for one's own benefit, such as cleaning one's own office or climbing a mountain, 
are not considered services unless those acts are performed in order that someone else will benefit.  
By assuming that every purposeful action performed for the benefit of others is a service, our definition 
bypasses the longstanding inability to distinguish between products and services in a way that is 
genuinely valuable for designing service systems. Instead, the definition accepts the foundational premise 
from service-dominant logic that  “goods are distribution mechanisms for service provision” (Vargo and 
Lusch 2004a), according to which distinctions between products and services may not be fundamental for 
understanding how value is delivered. If a service is an act performed for others, then the production of 
physical things can be viewed as services. To reflect the definition, the metamodel for service design 
contains the entity type "product/service," which is treated as an output of a service activity.  
With our definition of service, any economic activity is a service because it involves purposeful action 
performed for the benefit of someone else (or something else, in the case of programs operating under 
service computing). Focus on services is still useful, however, because it encourages the use of service 
metaphors when thinking about almost any system in a business. Of special value are the numerous 
service-related design dimensions that are potentially important but often overlooked when trying to 
design or evaluate systems in organizations, such as the extent of customer responsibility for service 
activities, the extent of coproduction, and the extent to which activities are front stage or back stage.  
Several other implications of the definition are noteworthy. First, the immediate object of services may 
not perceive their value. For example, a baby may not perceive the value of babysitting; a student may not 
perceive the value of a classroom exercise; an addicted individual may not perceive the value of a 
treatment; a taxpayer may not perceive the value of tax-related services by tax agencies. These examples 
illustrate that most service systems have multiple customers. An additional point is that services may or 
may not be legal. If only legal acts were services, then something that is a service today might not be a 
service tomorrow or might be a service in one place but not in another, even if performed identically. 
Thus, selling alcohol to a teenager is a service even though it may be illegal in some locations and even 
though it may be contrary to moral or ethical beliefs. If services had to be legal, determining whether 
something is or is not a service might require a lawyer. 
With our definition of service, any economic activity is a service because it involves purposeful action 
performed for the benefit of someone else (or something else, in the case of programs operating under a 
service computing regime). Focus on services is still useful, however, because it encourages the use of 
service metaphors when thinking about almost any system in a business. Of special value are the 
numerous service-related design dimensions (Alter, 2010d) that are potentially important but often 
overlooked when trying to design or evaluate systems in organizations.  
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 Other Definitions and Premises  
The metamodel is built on the above definition of  service and on other definitions and premises: 
Definition of service system as a work system. As a category, a service system is a work system that 
produces services. A work system is a system in which human participants and/or machines perform work 
using information, technology, and other resources to produce products and/or services for internal or 
external customers. (Alter 2006; 2008a). All work systems involved in economic exchange are service 
systems because they perform work to produce something for the benefit of others. A very small 
percentage of work systems are not service systems because they involve someone performing work only 
for personal benefit, such as cleaning one's own office or making one's own lunch. Given the limited 
practical value of that distinction, the rest of the this paper will assume that all work systems are service 
systems, and, by definition, that all service systems are work systems. 
Definition of value constellation. A value constellation is a set of complementary service systems 
whose individual operation and interactions produce an identifiable type of service for an identifiable 
group of customers.  A given service system may be part of many different value constellations. 
Value creation and cocreation of value. All service systems produce something of value for at least 
some of their customers. Service systems that produce nothing of value to any customer should not exist, 
and should be terminated by competent management.  
Scope of the metamodel. The metamodel covers all operational systems that provide service. Based on 
the definition of service, this covers:   
• services for external customers and for internal customers, 
• automated, IT-reliant, and non-automated services,  
• customized, semi-customized, and non-customized services,  
• personal and impersonal services,  
• repetitive and non-repetitive services,  
• long-term and short-term services,  
• services with varying degrees of self-service responsibilities. 
In contrast, many discussions of service science seem to be directed toward enormously complex service 
system in the societal realm. The metamodel is much better suited for smaller, more understandable 
systems at the scale encountered directly by most business professionals. 
Service industries and service economies. The metamodel is concerned with operational service 
systems that may be directed externally by serving an enterprise's customers or may be directed internally 
by serving employees or internal departments. With that orientation, the metamodel is not concerned 
with distinguishing between service industries and other industries, and is not concerned with 
characterizing the emerging service economy. It reflects its emphasis by assuming that all economic 
activities are services, and therefore bypassing issues about defining service industries and service 
economy. 
Customers. Customers are recipients of a service system’s products and services for purposes other than 
performing provider activities within the service system. External customers are service system customers 
who are the enterprise's customers, whereas internal customers are work system customers who are 
employed by the firm, such as customers of the enterprise’s service system for payroll. Customers of a 
service system may be active participants in the service system (e.g., patients in a medical exam, students 
in an educational setting, and clients in a consulting engagement). In other situations, customers request 
service activities and play no other role in a service system. Viewing customers only as recipients of 
products and/or services assumes that "paying customers" who do not participate in a work system are 
not customers of the work system, e.g., the parent who pays for a child's tennis lessons or the firm that 
pays for an employee's off-site training course. The metamodel treats non-participating paying customers 
as  important stakeholders whose interests should be considered by any service system designer. Those 
stakeholders are part of the service system's environment, rather than part of the service system itself. 
The image of "the customer" is largely an illusion for many important service systems that have different 
customer types whose interests are different and possibly divergent, such as a medical service system that 
serves patients, but it also serves insurance companies and provides information for insurance 
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companies, government agencies, and other external customers. Almost all internally directed service 
systems (such as payroll systems, planning systems, and IT service desk systems) have customers who are 
direct beneficiaries of the service plus an additional corporate customer that pays for the services. The 
distinction between direct beneficiary and paying customer is important for many decisions that occur in 
medical service systems and other service systems that are controlled to some extent by governmental 
agencies or other paying customers who are not service beneficiaries. Finally, for some customers in some 
situations, being a customer is neither totally voluntary nor "win-win" (see previously mentioned IfM and 
IBM (2008) definition of customer service system). For example, Hough (2004) noted the “greater 
predominance of the involuntary customer who enters the service relationship unwillingly … or 
involuntarily (e.g., in contact with government agencies or services)” (quoted by Rodin 2009).  
Products and services. Service systems exist to produce products and/or services for internal or 
external customers. As noted earlier along with the definition of service, the metamodel contains the 
entity type "product/service," which is treated as the output of a service activity. Some product/services 
are inputs to other activities within a service system. Others product/services are received and used by 
customers either within the service system or in other service systems. 
Processes and activities. The actions that occur within a service system are service activities. In some 
service systems those activities constitute a process because they have a clear sequence and individual 
steps that are performed using defined methods. Other service systems include a number of recognizable 
activities that may be performed in different ways and in different orders depending on the judgment of 
the participants. (e.g., Hall and Johnson 2009; Hill et al. 2006). Activities within a service system are 
assumed to be the activities that actually occur, rather than the activities that are supposed to occur. 
These activities include workarounds that often become part of organizational routines (Feldman and 
Pentland 2003) when prescribed activities are too cumbersome to perform or cannot be performed due to 
inadequate resources or transient problems. (For a range of views on workarounds, see Gasser 1986; 
Mohr and Arora 2004; itSMF 2007; Gasparas and Monteiro 2009; Safadi and Faraj 2010) 
Participants. Participants are people who perform service activities within a service system, including 
both users and non-users of IT. Failure to include participants and their characteristics in the design of a 
service system automatically would omit important sources of variation in the results. Inclusion of the 
term participant instead of the term user avoids ignoring important participants who do not use 
computers and minimizes confusion from referring to stakeholders as users, whether or not they actually 
use the technology in a service system. Customers participate in service systems to differing extents. 
Information. All service systems use or create information, which in the context of service systems can 
be expressed as informational entities that are used, created, captured, transmitted, stored, retrieved, 
manipulated, updated, displayed, and/or deleted by processes and activities. Typical informational 
entities include orders, invoices, warranties, schedules, income statements, reservations, medical 
histories, resumes, job descriptions, and job offers. Informational entities may contain other 
informational entities. For example, orders may contain line items and documents may contain chapters. 
Technologies. Almost all significant service systems rely on technology, which includes both tools that 
are used by work system participants and automated agents, hardware/software configurations that 
perform totally automated activities. That distinction is crucial as service systems are decomposed into 
successively smaller subsystems, some of which are totally automated.  
Environment. Factors in a service system's environment may have direct or indirect impacts on its 
performance, aspiration levels, goals, and requirements for change. A service system's environment 
includes the relevant organizational, cultural, competitive, technical, regulatory, and demographic 
environment within which the service system operates, and that affects the system’s effectiveness and 
efficiency. Organizational aspects of the environment include stakeholders, policies and procedures, and 
organizational history and politics, all of which are relevant to the design of many service systems. 
Infrastructure. Infrastructure includes relevant human, informational, and technical resources that are 
used by the service system but are managed outside of it and are shared with other service systems. 
Infrastructure can be subdivided into human infrastructure, informational infrastructure, and technical 
infrastructure, and all of which can be essential to a service system’s operation. 
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Strategies. Strategies that are relevant to a service system include enterprise strategy, organization 
strategy, and service system strategy. In general, strategies at the three levels should be in alignment, and 
service system strategies should support organization and enterprise strategies. Unfortunately, strategies 
at any of the three levels may not be articulated or may be inconsistent with reality or with beliefs and 
understandings of important stakeholders. 
Integrated view of automated and non-automated services. The issue of symmetry or asymmetry 
in the treatment of automated and non-automated activities has been discussed many times in the IS field 
in debates about actor-network theory and human versus material agency. (e.g., Orlikowski 2005; Rose et 
al. 2005; Leonardi 2011). For purposes of the metamodel, automated and non-automated services should 
be treated as consistently and symmetrically as possible while also recognizing that human agency is 
different from machine agency in many important ways involving abilities to perceive, judge, and act, 
especially in regard to incentives, ethics, values, and knowledge. 
Characteristics and attributes of service systems. Consistent with Vargo and Lusch (2004b), our 
definition of service does not rely on service characteristics such as intangibility, customization, 
simultaneity of production and consumption, time-perishability, or involvement of customer interactions 
or experiences. The metamodel treats such characteristics as continuous design variables that apply to 
different services in differing degrees and can be set to different levels depending on the goals of the 
service situation. Similarly, while coproduction of value appears in some definitions of service, 
coproduction can also be viewed as a continuous design variable that ranges from a customer making a 
request for a service (a minimal level of coproduction), through customer participation in some aspects of 
service fulfillment processes (beyond specifying requirements), and service occurring largely through 
direct participation by customers in service interactions (a high degree of coproduction). Viewing 
coproduction as a continuous variable rather than a yes/no question shifts focus to more practical and 
important issues concerning  where and how services are produced and value accrues to customers. 
Impacts of other service systems. Research related to interactions between tasks or systems has 
studied topics such as task interdependency (Thompson 1967), coordination theory (Malone et al., 1999; 
Crowston et al. 2006), and loose coupling theory (Orton and Weick 1990). The most obvious interactions 
between service systems are related to inputs and outputs, i.e., receipt and consumption of resources 
provided by other service systems and the production of products/services for use by other customers 
associated with other work systems. The metamodel includes an entity type called "other service system" 
and other types of interactions (labeled as “interactions other than input/output”) because such 
interactions may be important in designing service systems. Such interactions include sharing of human 
participants and other resources, various forms of interference that occur accidentally, and requirements 
that one work system may impose on another, either implicitly or explicitly (Alter, 2010a, 2010c).  
Metamodel for Service Design and Service Innovation 
The metamodel in Figure 1 is a revision and extension of a metamodel (Alter 2010a) that was developed to 
provide a framework for analysis more detailed than is afforded by the work system framework (Alter 
2006, 2008a, 2008b), which is effective as the basis for summarizing and performing a preliminary 
analysis of an IT-reliant work system, but is less effective as a tool for deeper analysis. One of the goals of 
that metamodel was to provide clarifications concerned topics such as why goals were not mentioned 
explicitly in the work system framework, how customers can also be participants, the relationship 
between participants and users, and the possibility of treating a totally automated work system in a 
manner that is largely symmetrical to the treatment of a sociotechnical work system. As a framework for 
deeper analysis, that metamodel attempted to provide greater clarity about concepts and more specific 
guidance about relationships that are often important. Each element of the work system framework is 
represented in the metamodel, although most are re-interpreted in a more detailed way. For example, 
information becomes informational entity, technology is divided into tools and automated agents, and 
activities are performed by one of three types of actors. Figure 1 uses shading to distinguish between re-
interpretations of elements in the work system framework and other concepts that are not in the work 
system framework. In the rest of this paper, the term metamodel refers to the revised version in Figure 1.  
Entity types in the metamodel. Representation decisions in the metamodel attempt to maximize 
understandability while revealing potential omissions from a service system design process. The 
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metamodel uses an icon for “composition” (see legend at the bottom of Figure 1) to identify elements that 
are likely to be decomposed into smaller elements in some analysis and design situations. It names 
relationships and uses the pointed end of “<” and “>” to indicate the direction in which relationships 
apply. It also identifies multiplicities (e.g., (0… *) means from zero to many; (1…*) means at least one). 
Each of the entity types in the metamodel has a series of attributes that are not shown in the metamodel 
but that might be shown in a second level in a more detailed representation (e.g., as attributes of a class in 
a UML class diagram). The number of potentially relevant attributes is very large. For example, many 
entity types in the metamodel have multiple goals, characteristics, metrics, and relevant principles that 
are not shown in Figure 1 but could be included in a computerized representation. For example, attributes 
of a participant include knowledge of various types, skills of various types, level of motivation, incentives, 
among many others. Attributes of  an informational entity depend on the type of informational entity 
(e.g., database or document) and include attributes related to size, form, coding scheme (if any), 
precision, and accuracy. Most entity types have at least several typical goal attributes that may be 
mutually inconsistent in any specific situation. For example, the role non-customer participant may have 
a daily output goal but may also have other goals related to error rate, responsiveness to the service 
system's customers, or other aspects of quality. 
Integrating service activities, service systems, and value constellations. The metamodel for 
service system design in Figure 1 covers service system design at three levels: 
• service activities: methods and other details of specific service activities within service systems 
• service systems as a whole, and their immediate relationships to and interactions with their customers 
and other systems that affect them 
• value constellations: recognizing the role of a service system within broader value constellations. 
The revision of the previous metamodel in Alter (201a) that produced Figure 1 started with terminology 
changes, such as replacing the term work system and its abbreviation WS with the term service system 
and its abbreviation SS. Value constellation and value constellation environment were inserted at the top 
center of the metamodel. The metamodel says that a value constellation consists of one or more service 
systems, that a value constellation's environment affects the value constellation, that a value 
constellation's environment is part of the environment that might be considered when designing a service 
system, and that the value constellation might affect strategy at any of three levels: enterprise strategy, 
organization strategy, and service system strategy. A value constellation is assumed not to have a strategy 
because it consists of many semi-independent service systems that are not centrally controlled and that 
will change and evolve based on their own priorities. 
Resources, structure, and intention. The metamodel is organized to emphasize the interplay of 
resources, structure, and intentions. In general, the metamodel is laid out with resources on the left side, 
structural and operational elements in the middle, and elements related to intention on the right. The 
central elements in the metamodel are the service system itself (upper middle), activities that it performs 
(lower middle), and relevant value constellations (top center).    
Resources for a service system include participants, technological entities, informational entities, and 
other resources used by activities. Non-human resources might be produced by previous activities within 
the service system, or might come from other service systems, from the environment, or from any of three 
components of the infrastructure. The entity type "other resources" refers to noteworthy resources that 
are not informational entities, technological entities, or human participants. Examples include office 
buildings, transportation equipment, and natural resources such as a sunny, comfortable climate, which 
might be very important for service systems in a resort hotel.  
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Figure 1. Metamodel for an operational service system within a value constellation 
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Structure starts with the enterprise, organization, and value constellation. Value constellations contain a 
number of service systems. They constitute part of a service system's environment and affect the 
strategies of the enterprise, organization, and service system itself. Organizations consist of service 
systems that may or may not include a well-defined process but that must contain at least one activity. 
Each activity is performed by one or more actor roles including non-customer participant, customer 
participant, and automated agent. 
Concepts related to intentions that are visible in the metamodel include product/service, customer, and 
strategy. Strategies summarize intentions for using resources to produce products and services. 
Product/service and customer appear on the side for intention because the purpose of a work system is to 
produce products and services for its customers. Other concepts related to intentions such as goals, 
metrics, characteristics, and incentives are relevant to service systems but are not shown in Figure 1. 
Instead, they are treated as attributes of specific elements or relationships.  (Compare Fig. 2 in Thomas et 
al. (2008), which includes beliefs, values, and goals under the heading of spirit/purpose.)  
Discussion 
Within this paper's page limits it is impossible to explain all of the entity types, relationships between 
entity types, and the rationale for all of the representation choices. Since clarifications of terminology 
were covered in the section on definitions and premises, and since the metamodel specifies a set of 
relationships that are reasonably clear, this discussion section is organized around topics in a previously 
mentioned bullet list in the call for papers for the Service Science track. The metamodel and the 
underlying premises address some of the topics directly, such as design thinking for service systems 
service science concepts, and service system decomposition in valuable. Possible impacts on other topics 
such as service networks, techniques and tools for service composition, and business process synthesis are 
less direct.   
Links to design thinking for service systems. A central goal of the metamodel is to support design 
thinking for service systems by spanning three levels that are part of a complete analysis and design of a 
service system's rationale and operation.  
• level 1: environment, strategy, and value constellation. Design thinking for service systems 
needs to consider the environment and strategy on local three levels, enterprise, organization (e.g., 
department), and service system, plus relevant value constellations and the environment within which 
those value constellations exist. Design thinking should use information and insights about the 
environment and about internal competences and capabilities to consider or reconsider the strategy of 
the enterprise, the organization and the service system itself, and should ensure that strategies on the 
three levels are aligned. At all three levels, those strategies include value propositions for customers (of 
the enterprise, organization, and service system, respectively) and internal strategies for using resources 
to produce products/services (including coproduction wherever that occurs). For externally facing 
service systems, consideration of value constellations becomes a key question related to this service 
system's role in each relevant value constellation and how it might be possible to play that role more 
efficiently or effectively, possibly expanding or contracting that role based on priorities and capabilities. 
Available human, informational, and technical infrastructure also should be considered.  
• level 2: big picture view of the service system. At a local level, a big picture view of the operation 
of the service system summarizes customer groups, primary products/services produced for those 
customer groups, processes and activities, participants, and information and technology that is used. 
This is the level of analysis that was pursued with some success by projects of advanced MBA students 
discussed in Truex et al. 2010, which reported on observations related to 75 management briefings 
written by advanced MBA students using a systems analysis template  at this level of analysis. 
• level 3: service activities and other operational specifics. A more detailed view is required to 
clarify specifics that must be clarified in order to create and maintain an efficient and effective service 
system. This starts by identifying which actor roles perform each activity, which customer participants, 
non-customer participants, and/or automated agents play each role, which resources are used for each 
activity, what each activity produces, and how whatever it produces is used either in subsequent 
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activities or by the service systems customers outside of the service system. Analysis on this level of 
detail leads to decomposing a service system into subsystems, some of which may be totally automated. 
One of the advantages of an integrated metamodel that encompasses all three layers is that it encourages 
consideration of big picture and detail-oriented issues. Both must be dealt with in service system design. 
Service science concepts. The metamodel and the underlying definitions express a number of service 
science concepts in ways that represent progress for service science. The first half of this paper discussed 
how various concepts expressed in the metamodel diverge from some of the more established views in 
service science. The metamodel treats service systems as operational systems rather than as systems of 
economic exchange. Using that perspective leads to the three layers of analysis and design mentioned 
above. A possible challenge for proponents of the economic exchange view of service systems would 
involve creating a different metamodel based on economic exchange, and showing how that could be used 
for service system design. One of the advantages of the metamodel in Figure 1 is that the terms and 
relationships are relatively familiar and can be instantiated at least to a first approximation without great 
difficulty in most service situations. This type of practicality was demonstrated by Truex et al. 2010, as 
mentioned above. The next stage in applying the metamodel would involve working through many details 
to make sure that the different layers are thoughtful and internally consistent.  
Consistent with service-dominant logic, the term product/service reflects the fact that the metamodel 
makes no distinction between products and services as entity types, but recognizes that specific 
product/services have different characteristics that may appear in specific situations as more service-like 
or more product-like (e.g., degree of customization and extensiveness of customer interaction). While the 
metamodel does not explicitly represent subjective assessments such as value or customer value, 
attributes of each entity type include performance indicators that can be assessed in specific situations in 
which they are applicable. One of the main advances in the metamodel is that it treats human participants 
and automated agents in a somewhat symmetrical manner. This is important for decomposition of service 
systems, as will be discussed below. 
The metamodel shows that a product/service produced by an activity may be used by customer 
participants and/or non-customer participants in subsequent activities, or may go to a customer outside 
of the service system. It recognizes that two out of three types of actor roles are played by human 
participants whose personal characteristics include capabilities and competences that could determine 
whether a service system operates according to intentions. It recognizes that each activity uses human, 
informational, technological, and/or other types of resources, and also that each activity produces 
informational, technological and/or other types of resources that may be used in other activities or that 
are received by customers outside of the service system.  
Defining service as acts performed for the benefit of others helps in seeing that coproduction in sense of 
triggering action by requesting something (e.g., the definition of service by Sampson and Froehle 2006) 
hinges on a minimalist version of coproduction. Assume that each activity in a service system is 
performed by one or more actor roles for customer participants or non-customer participants. If a 
customer participant's request is the first of 20 activities and the next 19 are performed by non-customer 
participants, then we might say the service is coproduced even though only 5% of the steps involve 
coproduction. From a service system design perspective, the much more interesting point about 
coproduction is the design decision about how extensive coproduction should be within a particular 
service system and how much responsibility customer participants should bear for which activities.  
The concept of value cocreation goes beyond coproduction because it concerns how and where customers 
capture value. When a service (as defined here) generates tangible things that are transferred to a 
customer, value capture occurs when the customer uses those things, often in other service systems that 
have other participants and other goals. The metamodel assumes that that type of situation is outside of 
the boundaries of the service system that is being analyzed. The alternative would involve stretching the 
service system's boundary to include subsequent value capture by a range of different customers in 
different types of service systems that they are involved with. Thus, the metamodel represents 
coproduction of value in a useful way but does not deal with value capture that extends outside of the 
boundaries of the original service system.  As noted in Alter (2008b, 2010d) aspects of the value capture 
may extend across an entire service system even when tangible products are produced, such as through 
easier ways of negotiating service commitments, preparing for service  instances, specifying what is 
desired, and performing other activities related to the service. Since product users are important sources 
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of product and innovations (von Hippel 1988), rich information about usage should be gathered outside of 
the service system that produces them. 
Relation to specific topics often associated with service or service management. Since the 
metamodel tries to cover any real world service system, it is useful to see whether it covers many of the 
ideas that are often associated with one or another aspect of service or service management. We will look 
at a number of topics that appeared as questions in previous discussions and critiques from different 
viewpoints. Many other topics might have been chosen. In each case, assume that someone discussing the 
metamodel said, "yes, and what about X?"  where X is one of the following topics: 
• Time. The concept of time does not appear in Figure 1. The metamodel assumes that time can be 
treated implicitly through its appearance in attributes of activities (such as triggers, business rules, and 
metrics) and in attributes of product/services (such as availability dates and expiration dates).  
• Service level agreements. The metamodel does not require SLAs since many service systems do not 
have SLAs. Where an SLA is relevant for a particular service system, the SLA would be treated as an 
attribute of the service system. The process of deciding on the SLA would be a management process that 
is separate from the service system in operation, just as the process of producing application software is 
different from the operation of the service system that uses the software. 
• Service quality. The metamodel does not contain an explicit concept of service quality. In any specific 
situation, attributes of specific product/services and specific activities would include the relevant 
metrics, some of which would be metrics for service quality. 
• Service encounters. The metamodel does not represent service encounter as a predefined concept. 
Service encounters occur in activities in which both customer participants and non-customer 
participants play a role. Activities in which customer participants make direct use of tools provided by 
the service provider (as in self-service use of an e-commerce website) might be considered service 
encounters because the tool represents the intention and competence of the service provider. The 
metamodel does not reflect other service encounters that are not explicit activities in a service system, 
such as when a bank's loan officer  acts friendly to a customer's child while the customer is in the bank. 
• Service blueprinting. The metamodel says nothing specific about service blueprinting, but 
potentially covers many of the basic concepts, such as the five components of a service blueprint (Bitner 
et al. 2008) mentioned previously: customer actions, onstage contact employee actions, backstage 
contact employee actions, support processes, and physical evidence. The metamodel would treat 
customer actions as activities performed by customer participants. It would treat onstage and backstage 
contact employee actions as activities performed by non-customer participants. In typical situations it 
would probably treat support processes as processes and activities within other service systems. Each 
component of the physical evidence at each step would be an attribute of the related activity. Concepts 
such as the line of interaction, line of visibility, and line of internal interaction could be inferred in some 
situations but not in others. For example, specific activities that have both customer participants and 
non-customer participants would typically be above the line of the interaction in a service blueprint.  
• Best practices. The metamodel uses processes and activities to describe whatever practices occur 
service system. It expresses no particular view about whether those practices are "best practices" for any 
particular situation or for any larger class of similar situations. In general, the thinking underlying the 
metamodel views "best practices" as a marketing claim by vendors and consultants who often cannot 
know situation-specific issues, requirements, and constraints that may be unique to a particular service 
system in a particular setting. (e.g., see Wagner et al. 2006) 
• IT service management. The metamodel says nothing in general about disparate groups of service 
systems that often appear under umbrella headings such as IT service management. If the metamodel 
were to be applied to any of the many processes that are generally included in IT service management, 
e.g., incident management, access management, release and deployment management and so on 
(itSMF, 2007)), it would provide a way to think about each of those processes as a service system, 
thereby demonstrating that the successful operation of the process involves not only the idealized 
definition of the process, but also situational factors such as the knowledge, skills, and interest of the 
participants. 
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• Project management. A project's work breakdown structure can be modeled using the concepts in 
the metamodel. For instance, specific roles perform specific activities whose attributes can include 
preconditions such as completion of a previous step, estimated duration, and postconditions. Separate 
from using the metamodel to model a project as a service system designed to produce certain 
product/services and then go out of existence, it is possible to model the management of the project as a 
separate service system whose goal is to keep the project on track and use resources efficiently. 
• Enterprise architecture. The metamodel does not contain the concept of enterprise architecture 
because it is often far removed from the operational service systems that the metamodel focuses on. For 
example, assume that an IBM office in a city in South America wanted to use the metamodel to develop 
a new service system related to dispatching service technicians in the local area. Service designers would 
have to consider the relevant environment and the available infrastructure, but it is doubtful that they 
would have to consider a complete enterprise architecture.  
• USDL. "The Unified Service Description Language 3.0 is a platform-neutral language for describing 
services. It has been consolidated from SAP Research projects concerning service related research and is 
intended as an enabler for wide leverage of services on the Internet." USDL contains modules named 
foundation, service level, participants, pricing, legal, service, interaction, functional, and technical. 
(Barros et al. 2011). While there are some high level overlaps between the metamodel and USDL, their 
purposes are different. USDL seems to be concerned with computerized services over the Internet. In 
contrast, the metamodel was designed to describe sociotechnical services, which could be decomposed 
to isolate totally automated services that might be described using USDL. It remains to be seen whether 
and how the two approaches might converge in a useful way. 
Decomposition within service systems. The metamodel is designed to support tools that trace the 
decomposition of service systems as part of analysis and design processes. For any particular service 
system, that decomposition can be done in many different ways depending upon the goals and interests of 
the person doing the decomposition. For example, an IT professional might want to decompose the 
service system to isolate completely automated activities that might involve reuse of existing automated 
IT services or creation of new IT services. Someone interested in decision making might decompose a 
service system to isolate key decisions that have an important impact on the service system's performance. 
In either case, the decomposition would have to identify which activities belong in which subsystem. The 
resources produced and used by each activity within the original service system could be the basis of an 
initial test of whether the decomposition lost anything, since the production and/or use of each resource 
would still occur somewhere in the subsystems or would be replaced by the production and/or use of 
resources that are subdivided differently. The structure of the metamodel and the accommodation for 
isolating automated agents supports that type of decomposition.  
Service systems and service networks. The metamodel for service system design is clearly a service 
system model rather than a service network model because it places a service system at the center and 
views the service system merely as part of a value constellation; the service system may (or may not) have 
interactions with other service systems in the value constellation and may have interactions with other 
service systems that are not part of the value constellation.  The closest the metamodel comes to being a 
network model is its recognition that a service systems may be a component of one or more value 
constellations. Detailed modeling of service systems and service system interactions within a value 
constellation could generate an instantiation that is more like a network model. For example, a model that 
emphasized interactions between the various service systems in a value constellation could be viewed as 
the core of a service network. Details of each of the service systems could be displayed on the periphery, 
creating a network-like inner circle of service system interactions and a separate outer layer of local 
details for each service system.  
Integration of IT service architecture with traditional services. The metamodel potentially leads 
toward integrating IT service architecture with traditional services through its symmetrical treatment of 
automated and non-automated activities. Activities are performed by actor roles that may be performed 
by human participants (customer participants or non-customer participants) or by automated agents. The 
actor roles use informational, technological, human, and/or other resources to perform service activities. 
Each service activity produces product/services that can be used in other activities within the service 
system or that can go to customers outside of the service system. Subsystems of service systems, including 
totally automated service systems, are service systems in their own right.  
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The integration of IT service architecture and traditional services for people, such as transportation, 
medical, legal, educational, or hospitality services, starts at the strategy level on each side. Traditional 
services are provided by one or more service systems, each of which can be represented using the 
metamodel and each of which uses IT in a number of ways. Wherever service activities are performed by 
automated agents, those automated agents are service systems ("performing acts for the benefit of 
another entity") that can be modeled using the metamodel. Wherever service activities within a service 
system are performed by people using IT-based tools, decomposition of a service system or subsystem can 
isolate activities and sub-activities that use those IT-based tools. At the points of interaction between the 
users and the tools, the activities performed by the tools (e.g., retrieving data or performing calculations) 
can be modeled as autonomous service systems that are triggered into action by user inputs. Thus, the 
metamodel provides a clean way to isolate automated subsystems of a traditional service system. 
Coming at it from the other direction, regardless of how IT service architecture is originally represented in 
abstract high-level discussions, IT service architecture eventually must be realized as a set of service 
systems. If IT service architecture represents operational IT organizations (perhaps following ITIL, as 
summarized in itSMF (2007)) then human participants will play roles in those service systems, which 
include IT help desk systems, access management systems, and incident management systems. 
Alternatively, if IT service architecture is only technical architecture, then it summarizes a structure for 
producing services that can be modeled as a set of automated service systems. In either case, IT 
architecture can be represented as set of service systems that can be decomposed into successively smaller 
service systems. At some point, some of those service systems will touch service systems that provide 
services for human customers. In other words, the logic of the metamodel provides a path for integrating 
IT service architecture with services for people through successive decomposition and then identifying 
where the automated service systems support the services for people. Extensive research with a number of 
test cases is required to understand how that theoretically possible decomposition and matching would 
actually occur in practice.  
Techniques or tools for automated service composition or for business process synthesis. 
The rationale and content of the metamodel illustrate aspects of the challenge posed by automated service 
composition even though the goals in constructing the metamodel focus elsewhere. One of the goals of the 
original metamodel in Alter (2010a) was to inspire a set of simple tools in the form of tables based on 
links in the metamodel. Such tables devote one column to a specific entity type in the metamodel (e.g., 
activity, participant, or informational entity within a service system) and devote another column or 
several columns to directly related entity types. Typical tables might include participants in all activities at 
a particular level of decomposition, informational entities used by each activity, or a set of characteristics 
or metrics related to activities, informational entities, or participants. (Alter, 2008b). Use of those tables 
might lead to a new type of front end to rigorous modeling tools such as UML and BPMN that specify 
details more precisely, including detailed flow logic. It is possible to extend those tables to develop 
hierarchy-oriented tools that traverse different levels of decomposition. Those tools might incorporate 
guidelines for successive decomposition based in part on system decomposition guidelines in the 
computer science literature (for technical artifacts), in the organization literature (for departmentation 
and division of labor), and possibly in other literatures. 
Automated service composition (e.g., Rao and Su 2004; Bernardi et al. 2005) and business process 
synthesis (e.g., Wang and Nazeem 2011) come from the opposite direction and face many difficult 
challenges in three areas noted by Overhage (2002): technical or syntactic heterogeneities (e.g., different 
platforms or formats), semantic heterogeneity (different implementations of domain-specific concepts), 
and pragmatic heterogeneity (different sequences and methods for business processes). All of those issues 
are related to entity types in the metamodel. Technical and syntactic issues are related to the internal 
coding details of automated agents. Semantic issues may appear in the specifications of activities and in 
informational entities that are used or created. Pragmatic issues appear in the specification of activities 
and in the surrounding environment, including process interoperability in relation to relevant value 
constellations. Thus, the metamodel may be useful in some ways in thinking about the challenges of 
automated service composition and business process synthesis at a more intuitive level before delving into 
the details of automation methods in those areas.  
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Conclusion 
This paper presented a perspective on service systems through a metamodel whose underlying concepts 
and premises are unique in a number of ways. The underlying definition of service is consistent with a 
more complex definition of service from service-dominant logic, but different from many definitions that 
attempt to define service in terms of characteristics that apply to some services but do not describe many 
others that are performed routinely in private and corporate life. The metamodel was designed to 
integrate a set of concepts that are relevant to service system design and service system innovation. It also 
traverses three essential levels of service design. Except in initial explorations and discussions posed 
broadly in terms of mission statements and value propositions, in real world situations it would be 
difficult to design service systems and service system innovations without considering each entity type in 
the metamodel.  
This paper's contributions to service science started with comments and clarifications concerning basic 
concepts such as service, service system, customer, product/service, coproduction and cocreation of value, 
actor roles, resources, symmetrical treatment of automated and non-automated service systems, and the 
relationship between service dominant logic and service systems. Many articles have discussed these 
topics individually. Few if any have tied them together using an integrated metamodel.  
Shortcomings. Although we believe that this paper's ideas and the metamodel that integrates them 
represent progress for service science, we also recognize a number of shortcomings. The metamodel is a 
theoretical construction whose precision and usefulness have not been tested through application in real 
world situations beyond hypothetical examples and informal inspection of many small case studies. The 
metamodel spans three levels of discussion but does not go to the level of detailed workflow logic that is 
included in formal modeling tools. The discussion section showed that the metamodel addresses 
important points in the current state of service science in meaningful ways. However, topics such as 
business process synthesis and automated service composition seem far beyond its reach, and need to be 
addressed from other directions related to computer science and software engineering techniques. 
The metamodel identifies topics that should be considered in service system design and innovation, but 
does not provide a process for design or innovation. The literature on product and service design presents 
a number of relevant processes. Beyond this paper's scope, it would be interesting to analyze a number of 
those processes to see which parts of the metamodel they consider and which parts they ignore.  
Some readers may be disappointed by the use of a definition of service that bypasses distinguishing 
between products and services. Even though it is consistent with service-dominant logic, thinking of 
service as just about any economic activity is inconsistent with the common notion that there is a 
difference between products and services and that totally non-customized commodity products are 
fundamentally different from services that respond to requests of specific customers. The rationale that 
product versus service should be treated as a set of continuous design variables, such as more goods-like 
or less goods-like or more customized vs. less customized, makes sense but still may not satisfy readers 
who believe that a clear distinction between products and services is important for service system design.    
This paper is an attempt to contribute to discussions of fundamental issues related to service, service 
systems, and service system design. Great progress has occurred on many fronts in recent years. There are 
many ideas, many viewpoints, many interesting examples, and many ambitions. This paper contributes by 
integrating ideas in a way that has not been presented in the past and that could be the basis of future 




Alter, S. 2006. The Work System Method: Connecting People, Processes, and IT for Business Results, 
Larkspur, CA: Work System Press. 
Alter, S. 2008a. “Defining Information Systems as Work Systems: Implications for the IS Field.” 
European Journal of Information Systems (17:5), pp. 448-469. 
Service Science 
18 Thirty Second International Conference on Information Systems, Shanghai 2011  
Alter, S. 2008b. "Service System Fundamentals: Work System, Value Chain, and Life Cycle," IBM Systems 
Journal, (47:1), pp. 71-85.  
Alter, S. 2008c. "Service System Innovation," Proceedings of IFIP Working Group 8.2 Conference on IT 
and Change in the Service Economy, Toronto, Canada, August 2008. 
Alter, S. 2010a. "Bridging the Chasm between Sociotechnical and Technical Views of Systems in 
Organizations," Proceedings of ICIS 2010, the 31st  International Conference on Information 
Systems. 
Alter, S. 2010b. "Does Service-Dominant Logic Provide Insight about Operational IT Service Systems?" 
AMCIS 2010 Proceedings. Paper 138. 
Alter, S. 2010c. "Including Work System Co-Existence, Alignment, and Coordination in Systems Analysis 
and Design," Proceedings of the Sixteenth Americas Conference on Information Systems, Lima, Peru. 
Alter, S. 2010d. “Viewing Systems as Services: A Fresh Approach in the IS Field,” Communications of the 
Association for Information Systems, (26:11), pp. 195-224 
Alter, S. 2011. “Making a Science of Service Systems Practical: Seeking Usefulness and Understandability 
while Avoiding Unnecessary Assumptions and Restrictions,” pp.61-72 in Demirkan, H., Spohrer, J., 
and Krishna, V., The Science of Service Systems, Springer, New York, New York. 
Avison, D. E. and Wood-Harper, A. T. 1990. Multiview: An Exploration in Information Systems 
Development. New York: McGraw-Hill.  
Barros, A., Kylau, U., and Oberle, D. (2011) Unified Service Description Language 3.0 (USDL) Overview. 
SAP Research. www.internet-of-services.com/fileadmin/IOS/user_upload/pdf/USDL-3.0-M5-
overview.pdf 
Bernardi, D., Calvanese, D., de Giacomo, G., Lenzerini, M., and Mecella, M. "Automatic Service 
Composition Based on Behavior Descriptions," International Journal of Cooperative Information 
Systems, (14:4), pp. 333-376. 
Bitner, MJ, Ostrom, A., and Morgan, F. 2008. "Service Blueprinting: A Practical Technique for Service 
Innovation," California Management Review, (50:3), pp. 66-94. 
Brown, A.W., Delbaere, M., Eeles, P., Johnston, S., and Weaver, R. 2005. “Realizing Service-Oriented 
Solutions with the IBM Rational Software Development Platform”, IBM Systems Journal (44:4), pp. 
Chen, H-M and Vargo, S.L.  2007. “CRM and SOA: A Service-Logic Perspective,” WeB2007, 
Proceedings of Workshop on eBusiness, Dec. 9, 2007, Montreal, Canada, 171-177.  
Chesbrough, H. and Spohrer, J.  2006. “A research manifesto for services science,” Communications of 
the ACM (49:7) pp. 35-40.  
Crowston, K., J. Howison, J. and Rubleske, J. 2006. “Coordination Theory: A Ten Year Retrospective,” in 
P. Zhang and D. Galletta, D. (eds.) Human-Computer Interaction in Management Information 
Systems – Foundations, M. E. Sharpe, Inc., Armonk, NY. 
Demirkan, H., Spohrer, J. C., and Krishna, V. eds. 2011. The Science of Service Systems, Springer: New 
York. 
Feldman, M. and Pentland, B.T. 2003. "Reconceptualizing Organizational Routines as a Source of 
Flexibility and Change," Administrative Science Quarterly, (48:1), 94-118. 
Fitzsimmons, J.A. and  Fitzsimmons, M.J. 2006. Service Management, 5th ed. New York, NY: McGraw-
Hill.  
Gasparas, J. and Monteiro, E. 2009. "Cross-contextual use of integrated information systems," ECIS 2009 
Proceedings.  
Gasser, L. 1986. "The Integration of Computing and Routine Work," ACM Transactions on Office 
Information Systems, (4:3), July 1986, pp. 205-225. 
Geerts, G., and McCarthy, W. 1999. "An accounting object infrastructure for knowledge-based enterprise 
models," IEEE Intelligent Systems and Their Applications, pp. 89-94. 




Gordijn, J., and Akkermans, H. 2001. "E3-value: Design and evaluation of e-business models," IEEE 
Intelligent Systems, (16:4), pp.11-17. 
Hall, J.M. and Johnson, M.E.  2009. “When Should a Process Be Art?” Harvard Business Review (87:3), 
pp. 58-64 
 Alter / Metamodel for Service Design and Service Innovation 
  
 Thirty Second International Conference on Information Systems, Shanghai 2011 19 
Herala, M. Pakkal, P. and Haapasalo, H. 2011. "Value-creating networks, a conceptual model and 
analysis," University of Oulu, Finland, Research reports in Department of Industrial Engineering and 
Management 4/2011 
Hill, C., Yates, R., Jones, C., and Kogan, S. L. 2006. “Beyond predictable workflows: Enhancing 
productivity in artful business processes,” IBM Systems Journal, (45:4), pp. 663-682. 
Hill, T. P.  1977 . On goods and services. The Review of Income and Wealth, 23, 315-338. 
Hirschheim, R., and Klein, H.K. 1994. "Realizing Emancipatory Principles in Information Systems 
Development: The Case for ETHICS,” MIS Quarterly (18:1), pp. 83-109. 
Hough, M.  2004 .  "Updating our TQM thinking for a knowledge and service economy," Total Quality 
Management, (15: 5-6), pp. 753-791. 
IBM Research  2009 . "Services Science, Management and Engineering," 
       http://researchweb.watson.ibm.com/ssme/services.shtml. Accessed 19 Sept. 2009.  
IfM and IBM. 2008. Succeeding through Service Innovation: A Service Perspective for Education, 
Research, Business and Government. Cambridge, United Kingdom: University of Cambridge Institute 
for Manufacturing. ISBN: 978-1-902546-65-0. 
      http://www.ifm.eng.cam.ac.uk/ssme/documents/080428ssi_us_letter.pdf. Accessed 19 Sept. 2009. 
itSMF. 2007.  An Introductory Overview of ITIL V3: A high-level overview of the IT Infrastructure 
Library.  http://www.itsmfi.org/files/itSMF_ITILV3_Intro_Overview_0.pdf  
Kotler, P. and  Keller, K.   2006 .  Marketing Management, 12th ed., Upper Saddle River, NJ: Prentice 
Hall. 
Kucharvy, T. 2010. "IBM’s Plan to Transform University IT Education And Spur Student Enthusiasm in 
the Process—Summary,"   blog entry, May 2, 2010.  http://beyond-it-inc.com/GKEblog/tag/ssme 
Kuutti, K. 1995. “Activity Theory as a potential framework for human-computer interaction research,” in 
B. Nardi (Ed.), Context and Consciousness: Activity Theory and Human Computer Interaction, pp. 17-
44, MIT Press. 
Leonardi, P. M. "When Flexible Routines Meet Flexible Technologies: Affordance, Constraint, and the 
Imbrication of Human and Material Agencies," MIS Quarterly, (35:1) pp. 147-167. 
Maglio, P. P. and Spohrer, J. 2008, “Fundamentals of Service Science,” Journal of the Academy of 
Marketing Science, 36, 1, pp. 18-20.  
Maglio, P.P., Kielszewski, C. A., Spohrer, J. C., eds. 2010. Handbook of Service Science, Springer: New 
York, NY. 
Malone, T. W., et al. 1999. “Tools for inventing organizations: Toward a handbook of organizational 
processes,” Management Science, (45:3), pp. 425-443. 
Mohr, J. J. and Arora, V. 2004. "Break the Cycle: Rooting out the Workaround," ACGME Bulletin, 
Accreditation Council for Graduate Medical Education," Nov. 2004, pp. 6-7. 
Mumford, E. and Weir, M. 1979. Computer systems in work design – the ETHICS method, New York: 
John Wiley & Sons.  
Normann, R. and Ramirez, R. 1993. ‘Designing interactive strategy: From value chain to value 
constellation’, Harvard Business Review, (71:4), pp. 65–77. 
Normann, R. and Ramirez, R. 1994. Designing Interactive Strategy: From Value Chain to Value 
Constellation, Chichester, UK: John Wiley & Sons. 
Orlikowski, W. J. 2005. “Material Works: Exploring the Situated Entanglement of Technological 
Performativity and Human Agency,” Scandinavian Journal of Information Systems (17:1), pp. 183-
186. 
Orton, J.D. and Weick, K.E. 1990. “Loosely Coupled Systems: A Reconceptualization,” The Academy of 
Management Review, (15:2), pp. 203-223. 
Osterwalder, A., Pigneur, Y. and Tucci, C. L.  2005. "Clarifying Business Models: Origins, Present, and 
Future of the Concept," Communications of the Association for Information Systems," (16:1). 
Osterwalder,  A. and Pigneur,  Y. 2009. Business Model Generation, BusinessModelGeneration.com. 
Overhage, S. 2002. "On Specifying Web Services Using UDDI Improvements," pp. 535-550 in Dittmar, T., 
Franczyk, B., Hofmann, R., Langhammer, F., Lenz, B., Müller-Schloer, C., Nicklas, M., Philippow, I., 
Unland, R., Weber, M., Weissenbach, H. G., and Westerhausen, J., Proceedings  of Net Object Days 
Workshops 2002, Transit Erfurt.  
Pijpers, V. and Gordijn, J. 2007a. "Does your role in a networked value constellation match your business 
strategy? - A conceptual model-based approach," Bled Conference. 
Service Science 
20 Thirty Second International Conference on Information Systems, Shanghai 2011  
Pijpers, V. and Gordijn, J. 2007b. "e3forces : Understanding strategies of networked e3 value 
constellations by analyzing environmental forces," Proceedings of the 19th Conference on Advanced 
Information System Engineering 2007. Springer. 
Pinhanez, C. 2009. "Humans Inside as the Key Characteristic of Service Systems,"   Proceedings of 
QUIS’11, Wolfsburg, Germany. June 2009. 
Porter, M.E. 1985. Competitive Advantage: Creating and Sustaining Superior Performance, TheFree 
Press, USA. 
Rai, A. and Sambamurthy, V. 2006.   Editorial Notes – The Growth of Interest in Services Management: 
Opportunities for Information System Scholars.  Information Systems Research 17(4), 327-331. 
Ramirez, R. 1999. "Value Co-Production: Intellectual Origins and Implications for Practice and Research," 
Strategic Management Journal, (20) pp. 49-65. 
Rao, J. and Su, X. 2005. "A Survey of Automated Web Service Composition Methods," pp. 43-54 in 
Semantic Web Services and Web Process Composition, Lecture Notes in Computer Science Volume 
3387/2005. 
Rodin, W. A. 2009. A Cost of Quality Economic Analysis on the Value of Six Sigma Quality Programs in 
Government Organizations, Ph.D. dissertation, Texas Tech University. 
Rose, J., Jones, M. R., and Truex, D. 2005. “Socio-Theoretic Accounts of IS: The Problem of Agency,” 
Scandinavian Journal of Information Systems, (17:1), pp. 133-152. 
Safadi, H. and Faraj, S, 2010. "The Role of Workarounds during an Opensource Electronic Medical 
Record System Implementation." ICIS 2010 Proceedings. Paper 47. 
Sampson, S.E. and Froehle, C. M. 2006. Foundations and Implications of a Proposed Unified Services 
Theory. Production and Operations Management  (15:2), 329-343. 
Software Engineering Institute. 2010. "  CMMI® for Services, Version 1.3, Technical Report,  CMU/SEI-
2010-TR-034,  ESC-TR-2010-034. 
Spohrer, J., Maglio, P. P., Bailey, J., and Gruhl, D. 2007. “Steps Toward a Science of Service Systems,” 
IEEE Computer, (40:1), pp. 71-77. 
Spohrer, J., Vargo, S.L., Caswell, N., and Maglio, P. P. 2008. “The Service System is the Basic Abstraction 
of Service Science,” Proceedings of HICSS-41, The 41st Hawaii International Conference on System 
Sciences, Waikoloa, HI. 
Stabell, C.B. and Fjeldstad, Ø.D. 1998. “Configuring Value for Competitive Advantage: On Chains, Shops, 
and Networks,” Strategic Management Journal, (19), pp. 413-437.  
Tapscott, D., Ticoll, D., & Lowy, A. 2000. Digital capital - harnessing the power of business webs, 
Boston, MA: Harvard Business School Press. 
Truex, D., Alter, S., and Long, C. 2010. "Systems Analysis for Everyone Else: Empowering Business 
Professionals through a Systems Analysis Method that Fits their Needs," Proceedings of 18th 
European Conference on Information Systems, Pretoria, South Africa. 
Thompson, J.D.  1967. Organization in Action, Mc Graw- Hill, Chicago, IL. 
Thomas, D.M., Gupta, S., and Bostrom, R.P. 2008. “A Meta-Theory for Understanding IS in Socio-
Technical Systems,” Proceedings of the 41st Hawaii International Conference on System Sciences. 
Vargo, S.L. and Lusch, R.F. 2004a. “Evolving to a New Dominant Logic for Marketing,” Journal of 
Marketing, 68, 1-17. 
Vargo, S.L. and Lusch, R.F.  2004b. "The Four Service Marketing Myths," Journal of Service Research, 
(6:4), pp. 324-335. 
Vargo, S.L. and Lusch, R.F. 2008 “Service-dominant logic: continuing the evolution,” Journal of the 
Academy of Marketing Science, (36), pp. 1-10. 
Vargo, S.L., Maglio, P.P., and  Akaka, M.A. 2008. "On value and value co-creation: A service systems and 
service logic perspective," European Management Journal, (26), pp. 145-152. 
Vargo, S.L. and Akaka, M.A. 2009. “Service-Dominant Logic as a Foundation for Service Science: 
Clarifications, Service Science, (1:1), pp. 32-41. 
von Hippel, E. 1988. The Sources of Innovation, Oxford University Press, 1988. viewed at 
http://web.mit.edu/evhippel/www/sources.htm  
Wagner, E. L., Scott, S. V. and Galliers, R. D. 2006. "The creation of 'best practice' software: Myth, reality, 
and ethics," Information and Organization (16), pp. 251-275. 
Wang, Y. and Nazeem, A. 2011. "Artifact-Centric Business Process Synthesis Framework Using Discrete 
Event Systems Theory," HP Laboratories, HPL-2011-40. 
Zhao, G., Perros, H.G., and Xin, Z. (undated) "How Service Science Management and Engineering (SSME) 
Can Evolve into an Academic Discipline," http://www4.ncsu.edu/~hp/Guojun1.pdf 
